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Revealing Australia’s Demand for Digital 
Services and Understanding how Citizen 
Expectations are Evolving
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MORE AUSTRALIANS ARE USING DIGITAL 
GOVERNMENT SERVICES, WITH MYGOV, 
HEALTHCARE AND FINANCE EMERGING AS 
THE MOST POPULAR. 

AUSTRALIANS WANT MORE DIGITAL 
SERVICES – WITH DIGITAL VOTING, MENTAL 
HEALTH SERVICES AND DIGITAL DRIVER’S 
LICENCE AMONG THE TOP 3.

MOST AUSTRALIANS USE DIGITAL IDS 
AND WALLETS BUT PRIVACY RISKS 
HINDER WIDER ADOPTION.

MINORITY GROUPS AND OLDER 
AUSTRALIANS WANT BETTER ACCESS TO 
DIGITAL GOVERNMENT SERVICES.

AUSTRALIANS ARE ENTHUSIASTIC 
ABOUT EMERGING TECHNOLOGIES 
LIKE AI, VR, XR AND WEB 3.0, AND 
WANT TO BE DIGITALLY-EQUIPPED.

KEY 
INSIGHTS
in this report
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Digital 
Foreword

transformation has emerged as the new frontier in public sector modernisation.
Disruptive technologies like Generative Artificial Intelligence (AI), Virtual Reality (VR), 
Extended Reality (XR), Cloud Computing, Machine Learning (ML) and the Internet of 
Things (IoT) are dramatically improving citizen services.

While the COVID-19 
pandemic pivoted 
digitalisation through 
improved personalisation of 
services across businesses and 
governments, three years on, 
Australians expect this trend to 
continue through simple, 
helpful, respectful and 
transparent service at all digital 
touchpoints. This expectation 
is putting enormous pressure 
on governments to improve
service delivery.

Australia has been on an 
accelerated path of digital 
transformation over the past 
decade, and the Digital 
Government Strategy – 
envisioned to deliver a digital 
government that meets and 
exceeds the expectations of 
Australians – aims to make 
Australia one of the top three 
digital governments1 in the 
world by 2025.

Delivering this ambitious 
strategy will require an in-
depth understanding of 
people’s relationships with 
technology without risking 
digital exclusion, especially 
among older and more 
vulnerable populations. For 
organisations and governments 
to scale high-quality digital 
experiences quickly, they will 
need sufficient citizen uptake 
in the future.

Publicis Sapient carried out 
research with citizens across 
demographics to understand 
how this can become a reality. 
The report examines what 
Australians can expect from 
government, how digitalisation 
is enabling citizen-centric 
services, and what policies will 
be necessary to respond to 
evolving expectations. 

The findings reveal that 
extensive progress has been 
made in accelerating 
digitalisation. A vast
majority of citizens are also 
eager and willing to use digital 
tools across a range of 
government services.
This digital uptake across 
touchpoints, along with an 
overall positive citizen 
sentiment, are kindling further 
investments and enhancements 
in new technology. 

To keep the momentum going, 
inter-agency collaboration will 
be critical to establish common 
frameworks and expand digital 
inclusion for all citizens, 
especially those with 
vulnerabilities and people from 
minority groups. Equally, 
addressing data privacy and 
security challenges will elevate
credibility and citizen trust in 
digital government services.

government
This report aims to be a 
practical guide for the public 
sector to critically evaluate 
progress and undertake 
further reforms in the 
future. It identifies key 
pathways that will shape 
digital transformation of 
government, including:

Steady rise in citizen uptake of 
digital government services 

Progressive shift to deliver 
personalised and user-friendly 
online experiences

Renewed focus on digital privacy 
and citizen trust 

Improvements in bridging the digital 
divide for older and more vulnerable 
populations

Rise in emerging technologies

Digital Government Strategy, Australian Government1

https://www.dta.gov.au/sites/default/files/2021-12/Digital%20Government%20Strategy_web-ready_FA.pdf
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About the Report

Research Approach and Key Demographics

The Publicis Sapient Digital 
Citizen Report is one of the 
largest annual surveys on 
digital Government in 
Australia conducted by a 
private organisation. 
It examines how citizens 
engage with governments 
through digital services. 
It was first commissioned 
and carried out online in 
2021, and again in 2022.

The survey was run digitally in 
December 2022. The survey 
involved 5,066 participants 

1%

47%52%

Male Female Non-binary

Gender

New South Wales

Victoria

Queensland

Western Australia

South Australia

Tasmania

Australian Capital Territory

Northern Territory

32%

26%

20%

10%

7%

2%

2%

1%

State

Career

Millennial

Gen X

Boomer

14%

13%

25%

15%

12%

9%

10%

1%80+

65-74

70-79

45-54

55-64

25-29

30-44

18-24

Age Group

Large City: >500k

Medium City: 100k to 500k

Town/City: 10k to 100k

Rural Area: <10k

31%

29%

27%

13%

36%

31%

22%

11%

Stable

Basic

Comfortable

Precarious

Community Size Of those who are working,
what is their Financial situation?

Living With ChildrenMarital Status

2%

5%

11%

14%

13%

7%

6%

15%

37%

Expecting/currently pregnant

<2 years

2 to 5 years

6 to 11 years

12 to 17 years

18 to 24 years

25 years +

Children have left home

No children

4%

12%

33%
51%

Widowed Divorced/Separated
Single Married/Common Law

The December 2022 survey 
had 5,066 participants from a 
broad range of demographic 
characteristics, reflecting the 
population of Australia. It 
offers rich insights on 
consumer behaviour and 
citizen-centric services for the 
public sector. 

This report aims to:

1
2
3

Examine the evolving 
relationship between 
citizens and government

Identify gaps in effective 
delivery of citizen-centric 
services

Define clear pathways for 
improved citizen 
experiences 

with every effort to achieve a 
broad range of demographic 
characteristics, reflecting the 
population of Australia. 

Builder

Gen Z

25%

45%

1%

29%

Wage/Gig Not working
Salary/Business 
Owner

Other
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Service Groupings 

Service Area 

General 

Employment  

Family Needs / 
Housing / Education  

Finance / Taxes  

Transportation / 
Recreation  

Legal  

Healthcare 

Examples provided to respondents 

MyGov 

Australian JobSearch, TAFE or Apprentice and Skills support, 
Jobs and employment support 

Child Support, Social housing, Births Deaths & Marriages, Early 
childhood support, advice and registration, Schools support, 
advice and registration, Guardianship, National Redress Scheme 

Australian Taxation Office, Fines and debts, Business regulation, 
Grants and vouchers including Small Business Supports, State 
Revenue Office including payroll and land tax, Centrelink 

Vehicle licencing and registration, Public Transport information, 
Parks and recreation advice or support 

Dispute Settlement, Consumer Affairs, Human Rights advice and 
support, Planning applications, services or support, Land 
registry services and support, Emergency services advice or 
support, Justice services and supports including Victoria Police, 
Courts and Legal Aid 

Department of Health Applications Portal, My Aged Care, My Health 
Record, National Cancer Screening Register, National Disability 
Insurance Scheme, Individual Healthcare Identifiers Service, 
Medicare, COVID-19 Support and Advice, Maternal Health, 
COVID-19 Support and Advice, Department of Veterans’ Affairs 

18%

7%

13%

8%

26%

21%

7%

High school or less

Some college

College diploma

Some university

University degree

Graduate or postgraduate degree

Professional degree

10%

13%

14%

17%

25%

13%

7%

<$30k

$30k to <$50k

$50k to <$75k

$75k to <$100k

$150k to <$200k

$200k+

Higher Education Household Income

26%

7%

16%

6%

1%

52%

Elderly family members

Chronically ill/disabled child

Spouse/close family member

Chronically ill close friend/
family member

Other

None of these

Caregiver Responsibilities

Respondent Demographics*

We provided the following 
service groupings to 
respondents, with examples 
aligned to each to group, to 
understand usage and 
experience across key 
government service areas. 

$100k to <$150k

6%
5%

14%

4%

1%

4%57%

8%
Have physical/mental health issue

LGBTQIA+ community

Minority Group

English as second language

Other

Upbringing outside AUS/NZ

White/European ancestry

Aboriginal/Indigenous/
Torres Strait Islander

*Minority classification in ‘Respondent Demographics’ 
graph is a combination of groups that identify either as; 
a minority ethnicity/race, having a minority cultural 
background or belonging to a minority religion



the
Setting
Scene

Popularity of digital 
government services 
among Australian 
citizens soars

61%
85%
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This trend persisted in 2022, 
with transparency, accessibility, 
speed, and user-friendliness 
driving a more permanent shift 
to digital services. 

The pandemic made 
digitalisation an imperative.
For years, governments 
explored tech adoption 
to streamline paper-heavy 
tasks and reduce the 
reliance on legacy 
infrastructure, 
subsequently making
minor changes in 
service delivery for 
short-term 
improvements in 
consumer satisfaction.

Today, governments have 
recognised that citizen 
expectations have evolved, and 
that citizen-centric services are 
crucial for effective public 
administration. As digital 
transactions are quicker, more
convenient, and mobile, they 
are swiftly becoming the 
preferred channel for citizens to 
access government services.

In Australia, the number of 
people using digital 
government services rose across 
all age groups in 2021. With 
COVID-19 restrictions in place, 
people became increasingly 
accustomed to digital 
interactions, resulting in a 
growing confidence in, and 
demand for, e-government 
services. 

Australian citizens now expect 
a wider spectrum of digital 
services to support evolving 
needs, especially in digital 
voting (31%), mental health 
services (29%) and digital 
driver’s licences (26%).  

The report also found a strong 
uptake in digital mental health 
services to support growing 
levels of psychological distress 
among citizens. The findings 
reveal that such services were 
accessed at least once among 
working professionals (78%), 
those who experienced a major 
life event (81%), caregivers 
(86%) and those with 
university level education or 
higher (83%).

Meanwhile, new and emerging 
technologies are driving more 
Australians to adopt them in 
their daily lives. The research 
shows that over half of 
Australians (63%) have 
practical knowledge of 
emerging technologies, with 
15% indicating they have deep 
knowledge and interact with 
these technologies frequently, 
including AR, VR, XR, Web 3.0 
and digital currencies.

There has been a 
notable rise in digital 
government services 
among the elderly – 

used at least one 
digital government 
service.

to

Top priorities for governments to 
scale digitalisation:

However, the digital divide 
persists – especially among 
older and more vulnerable 
populations, those with poor 
digital literacy skills, and 
minority and indigenous 
groups. People in larger cities 
are also more likely to be more 
digitally savvy and 
technologically adept than 
those from rural areas.

1
2
3

Reduce the digital divide 
through digital skills 
enhancement

Ensure seamless integration 
of digital technology across 
existing channels

Improve collaboration with 
the private sector

As momentum around 
digital services builds, the 
government and public 
sector are assessing the key 
capabilities required to 
deliver connected 
experiences across the full 
spectrum of service needs. 
By analysing the 
motivations, preferences, 
and pain points of their 
citizens, governments can be 
better prepared to deliver 
more connected experiences 
in the future.



Interstate and geographic comparisons
Those in regional and rural areas are twice as likely to have not accessed Online Government 
Services than respondents in Mid or Large Cities.

Note: This was a multi-select question which 
allowed respondents to select all applicable 
online .gov services used 

• General (MyGov) & Health Care were the two most highly accessed 
services across the regions 

• Responders from a Mid-Sized City (77%) are the most likely to have 
used an online government service, which is more than 10% higher than 
usage by other regions. However, they were also the region which found 
the most difficulty in using the services, (32%)
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Regional Comparison 

50%

40%

30%

20%

10%

0%

Yes, online services made it 
easier for me

Yes, I used online services, 
but they were difficult to 

use or understand

No, but I would have liked 
to, I could not find what I 

was looking for

No, I did not think of using 
online government services

Region
Rural

Region
Town

Region
Mid City

Region
Large City

Rural Town Mid City Large City

8% 8% 4% 5%

33% 37% 29% 32%

37% 40% 33% 46%

44% 45% 39% 50%

52% 56% 54% 58%

61% 58% 45% 61%

25% 20% 21% 20%

19% 18% 21% 18%

None of these

Legal

Family Needs/Housing/Education

Employment

Transportation/Recreation

Finance/Taxes

Healthcare

General (MyGov)

Regional Use of Online Government Services



Australia’s
digital opportunity
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A slow but steady journey, 
Australia’s digital transformation 
began long before the pandemic.
National estimates put the 
potential benefit of digitalisation 
to the economy at roughly $315 
billion over the next decade, 
with the creation of up to a 
quarter of a million new jobs 
expected by 20252.

The 2023-24 Federal Budget 
included an investment of over 
$2 billion in data, digital and 
ICT solutions to modernise 
outdated legacy platforms and 
IT systems to pivot Australia as a 
leading digital economy.3

This report reinforces the 
demand for more government 
digital services across 
Australia and highlights a 
growing preference among 
citizens for technology.

The survey findings 
reveal that a vast 
majority of Australians 
used at least one digital 
government service in 
2022. Australians also 
rate digital government 
services highly, with most 
services viewed as either 
good or very good, a 
sentiment that remains 
unchanged from the 
previous year.

Technology plays a big part in 
Australians seeking digital 
support during major life 
events, including births and 
marriages. Two-thirds of 
Australians experienced an 
important life event in 2022, 
such as the birth of a child, 
purchase of a home, marriage, 
or death of a loved one, and 
the majority engaged with 
online government services 
related to these events. A key 
area of opportunity is for 
government services to deliver 
more user-centric experiences 
to support these major events 
in a person’s life.

For example, New South Wales4 
is developing the NSW Digital 
ID program to issue a digital 
birth certificate, which will 
improve convenience, 
accessibility, and security. 
Expanding the scope of digital 
services through initiatives like 
this will help deliver greater 
convenience and accessibility to 
government services during key 
events in a person’s life.

Australia’s Digital Economy Strategy Launched, Australian Government

NSW Government Boosts Digital Innovation for All, NSW Government

Digital and ICT Investment Oversight Framework, Australian Government
2

4

3

Top 10 Digital Citizen 
Highlights in 2022

The popularity of digital government 
services in Australia is soaring, with 
94% of Australians using at least one 
digital government service in 2022

Technology continues to play an 
indispensable part in major life events, 
with 92% and 88% of Australians seeking 
digital government services during births 
and marriages, respectively 

Australians want more digital services 
to support evolving needs, especially 
across digital voting (31%), mental 
health services (29%) and digital 
driver’s licence (26%) 

Mental health issues are on the rise, 
with 75% of those who experienced 
mental health issues seeking 
professional support services on at least 
one occasion in the past 12 months, 
and 78% of working professionals 
accessing digital mental health services

Data breaches are inhibiting wider 
adoption of myGovID digital identity 
as 61% of respondents were victims of 
cyber-attacks, scams, or identity theft 
in 2022 

 

Rural Australians are reluctant to 
use digital services and were 
almost twice as likely than other 
respondents to never access digital 
government services 

Digital government service usage is 
burgeoning among digital natives, 
with 62% of Gen Z and 74% of 
millennials using technology to 
support key life events  

Digital identity methods are very 
popular as 81% of Australians 
express having used them and 85% 
can identify at least one benefit of 
using the myGovID digital identity 

Australian citizens are enthusiastic 
about new technologies, with over 
half (63%) expressing they have a 
practical knowledge of emerging 
technologies 

Mid-sized cities are more tech-savvy 
than rural areas, with citizens 
significantly more likely to have 
signed up to myGovID compared to 
rural respondents

https://www.globalaustralia.gov.au/news-and-resources/news-items/australias-digital-economy-strategy-launched
https://www.service.nsw.gov.au/news/nsw-government-boosts-digital-innovation-all
https://www.dta.gov.au/blogs/digital-and-ict-investment-oversight-framework


of digitalisation 
for government
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Unlocking
theBenefits

Australia’s digital economy has 
grown strongly in recent years. 
But there are still opportunities 
to tap burgeoning mobile 
penetration and digital literacy to 
expand digitisation so that new 
geographies and population 
demographics can benefit.

By making digitalisation a 
business imperative, the public 
sector stands to gain enormously 
from improved efficiency and 
cost-effectiveness.5 The Federal 
Goverment has accelerated 
reforms and eliminated 
regulatory barriers to drive the 
uptake of technology 
across the economy.

Benefits are also being seen at a 
state level. According to data 
published by the NSW 
Government, citizens have saved 
millions of hours thanks to 60 
time-saving initiatives developed 
by the Department of Customer 
Service6. These digital 
technologies have vastly 
improved management of 
resources through smarter 
spending, and enhanced 
accountability and trust.

Australia stands to unlock a $224 
billion7 economic opportunity if 
both the public and private 
sectors expand digital innovation. 
These savings for the federal and 
state governments could be 
redirected to other infrastructure 
and service improvements – 
including new roads and 
healthcare expansion.

By leveraging AI, IoT, ML and 
other digital tools, governments 
can accelerate citizen outreach 
and optimise their own 
resources. This is likely to drive 
improved collaboration with 
citizens and involve them in 
decision making, policy 
development, and design 
of services.

In addition, governments can 
become catalysts for private 
businesses, social enterprises, 
and citizens to come together 
to jointly develop innovative 
services and business models 
that benefit society.

The Economic Impact of SaaS in Australia: IBRS / TechnologyOne

Digitalization and Data can Vastly Improve Public Service Delivery for Citizens, World Bank Blogs 
Faster, Easier More Customer-Centric Government, NSW Government

7

5
6

Key outcomes of digitalisation of 
government services:

1
2
3
4

Effective allocation of 
resources and reduction in 
overall costs

Improved efficiency, 
transparency, and 
accountability

Enhanced business and 
industry collaboration

Citizen empowerment and 
improved trust in 
government services

https://toobigtoignore.com.au/
https://blogs.worldbank.org/europeandcentralasia/digitalization-and-data-can-vastly-improve-public-service-delivery-citizens
https://www.nsw.gov.au/customer-service/media-releases/faster-easier-more-customer-centric-government 
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Citizen-
Centricity

Resilience
and

The NSW Government relies 
on citizen insights to make 
improvements to the customer 
journey. Its State of the 
Customer report which 
captured feedback from 
30,000 people revealed that a 
majority of citizens found it 
easy to interact with NSW 
Government services and that 
the information they accessed 
was simple to understand.8 
Such insights are invaluable 
when developing and improving 
digital products, including the 
Service NSW App, which is 
widely used to access digital 
driver’s licence, store credentials 
and verify personal identities.

Embedding citizen-centricity 
across the journey is vital to the 
success of digitalisation. 
This, coupled with speed, and 
personalisation will give digital 
government a competitive 
advantage over legacy systems 
in the future.

Digital channels have become 
an indispensable part of
life for Australian citizens. 
The findings of this research 
demonstrate that citizens have 
successfully adapted to digital 
tools to access public services. 

To keep the momentum going 
and build long-term value and 
resilience, governments will
need to implement timely, 
technology-enabled change 
initiatives that address citizen 
pain points.

Encouragingly, the past two 
years have witnessed 
remarkable improvements in 
the end-to-end customer 
journey across both public 
and private sector touchpoints. 

However, timely citizen
feedback is critical for an 
in-depth understanding 
of the experience 
delivered, and to identify 
gaps that need to be 
plugged to improve 
service.

Faster, Easier More Customer-Centric Government, NSW Government8

https://www.nsw.gov.au/customer-service/media-releases/faster-easier-more-customer-centric-government
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Key 
Findings
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Finance/Taxes

Insight1
More 

are using digital 
government services

Australians
with myGov, healthcare and finance 
emerging as the most popular in 2022.

Largely driven by necessity, the 
pandemic compelled more 
people to access government 
services, healthcare, and financial 
solutions virtually. This shift has 
now become a choice, and this 
research shows that since 2021, 
the proportion of Australians 
using digital government services 
increased across all age groups. 
A vast majority (94%) of 
Australians used at least one 
digital government service 
in 2022. 

Similarly, seamless online 
payment technologies are 
accelerating consumer appetite 
for digital services in banking and 
finance. Opportunities beckon for 
financial services organisations 
looking to leverage their 
operational success for further 
digital transformation. By 
improving IT infrastructure and 
applications, financial institutions 
can take advantage of evolving 
customer attitudes to technology 
and support the growing shift to 
digital interactions. 

Despite a surge in tech adoption 
among older populations from 
61% to 85%, millennials remain 
the most likely to use digital 
services. 

MyGov (56%), healthcare (55%) 
and financial services/taxes 
(45%) were among the most 
accessed digital government 
services in 2022. Healthcare 
services (92%), transportation/
recreation services (92%) and 
general (MyGov) services (89%) 
also registered the highest 
positive rating amongst the listed 
digital government services. 

Initiatives are underway across 
Australia to integrate patient data 
and use information effectively. 
The Australian Digital Health 
Agency (ADHA) is championing 

A key area of opportunity for 
governments is to continue to 
build and broaden digital 
government services among 
builders to improve their 
digital literacy.  

The Be Connected11 initiative 
launched by the Australian 
Government encourages and 
assists older populations to 
learn the basics of digital 
technology: how to use a 
digital device, how to safely 
shop and bank online, how to 
navigate myGov, and how to 
stay in touch with family and 
friends via social media. 
Expanding such services will 
play a critical role in 
eliminating digital isolation 
among elderly populations. 

the development and 
implementation of the 
National Digital Health 
Strategy9 to increase access to 
useful medical information, 
secure a trusted information 
network, and support the 
interoperability of data across 
the supply chain. The 2023-24 
Federal Budget also included 
a $824.4 million investment 
in digital health to transform 
the My Health Record system 
and support other digital 
health initiatives10.  

Across healthcare and 
financial services, improved 
co-operation will facilitate the 
implementation of priority 
digital solutions and 
accelerate innovation. Many 
organisations have begun to 
independently invest in their 
own digital solutions, but 
inter-agency co-operation 
and strong public-private 
partnerships will be key to 
standardising best practices 
and delivering value to 
customers. 
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Employment MyGov

Good Very Good Poor Very Poor

Fa

56%

55%

45%

40%

33%

23%

19%

6%

General (MyGov)

Healthcare

Transportation/Recreation

Employment

mily Needs/Housing/Education

Legal

None of these

Safe, seamless and secure: evolving health and care to meet the needs of 
modern Australia, Australia’s National Digital Health Strategy

Be Connected – improving digital literacy for older Australians, 
Department of Social Services, Australian Government

Strengthening Medicare, Budget 2023-24

9 11

10

Government services accessed online

State by state ratings of digital government 

Family Needs / Education Healthcare Finance / Taxes Transport Legal

https://www.digitalhealth.gov.au/sites/default/files/2020-11/Australia%27s%20National%20Digital%20Health%20Strategy%20-%20Safe%2C%20seamless%20and%20secure.pdf
https://www.digitalhealth.gov.au/sites/default/files/2020-11/Australia%27s%20National%20Digital%20Health%20Strategy%20-%20Safe%2C%20seamless%20and%20secure.pdf
https://www.dss.gov.au/seniors/be-connected-improving-digital-literacy-for-older-australians
https://www.dss.gov.au/seniors/be-connected-improving-digital-literacy-for-older-australians
https://budget.gov.au/content/02-medicare.htm#m1
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NSW outshines other states in digital 
government service delivery

Spotlight

NSW continues to excel in its 
delivery of digital citizen 
services through useful, 
inclusive, and easy to access 
services and experiences. 
The state reports the highest 
satisfaction for digital services 
compared to any other state. 

NSW services are also better 
placed than any other state, with 
48% of respondents indicating 
that using online services made 
tasks easier, compared to all 
other states which scored less 
than 40%. Of those who reported 
a marriage life event in the last 12 

months, NSW respondents 
(16%) were more than twice as 
likely to use digital services 
compared to all other states, 
except for WA (11%).

Use of Online Government Services

Satisfaction using Online Services during life event

Reason for not using Online Service during life event

18%

21%

15%

14%

12%

9%

8%

2%

21%

20%

17%

14%

12%

7%

7%

2%

21%

19%

16%

16%

12%

9%

6%

2%

20%

20%

15%

16%

12%

7%

6%

3%

22%

19%

17%

13%

11%

8%

6%

4%

22%

21%

17%

14%

9%

8%

8%

2%

General (MyGov)

Healthcare

Finance/Taxes

Transportation/Recreation

Employment
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Growing appetite for digital government 
services to support key life events 

Spotlight

Major life events – whether the 
birth of a child or the death of a 
loved one – have significant 
social and psychological impact 
on an individual. Publicis 
Sapient's research shows that 
Australian citizens value digital 
government services during 
disruptive life events, with 42% 
stating that digital services 
simplified administrative tasks. 
Only 32% said they did not use 
a digital service during a big 
life event.  

Furthermore, the proportion of 
Australians experiencing major 
life events in the past 12 months 

has gone up from 60% to 65%. 
Additionally, 68% of those who 
experienced a major life event 
used online government services 
related to the event. The top life 
events remained unchanged from 
the previous year – new job 
(23%), new house (19%), death 
of a loved one (14%) – however, 
digital government services were 
most likely to be used during 
births (92%) and marriages 
(88%). 

There is significant opportunity 
to encourage wider adoption of 
digital services to help citizens 
effectively navigate transform-

ational events in their lives. 
Better connected services 
across federal and state 
jurisdictions will ensure that 
online government services 
are used most effectively 
during crucial life events. 
Improved data and analytics 
or digital identification 
management can also plug 
low points in the customer 
journey and offer a 
comprehensive view of how 
citizens are using digital 
services.  
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Road Ahead

Australia’s public sector services 
industries have made remarkable 
progress in strengthening their 
digitalisation efforts. However, 
digital platforms require updates 
to improve personalisation and 
engagement. Wider investments 
in data analytics to keep track of 
user behaviour and feedback 
could radically transform the 
citizen experience in the future.  

This, coupled with a citizen-
centric engagement strategy, will 
drive successful digital 
transformation. The first step is 
to recognise that improved 
digital engagement is not about 
overwhelming people with 
information. Eliminating 
technical difficulties, speeding up 
processing time and improving 
overall functionality will 
strengthen trust and credibility 
in government digital services.  

Publicis Sapient 
Citizen Highlights 

1
2
3

Healthcare and finance are the most favoured digital 
government services, with the highest positive rating (92%)  

MyGov (56%), healthcare (55%) and financial services/
taxes (45%) were the most accessed digital government 
services in 2022  

42% of Australian citizens believe that using digital 
government services during major life events eases tasks 
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Insight2
Australians
want

A key aspect of the digital 
citizen journey is expanding 
the scope of service delivery 
to include newer areas of 
government. This research 
has revealed that Australian 
citizens expect a wider 
spectrum of digital services to 
support evolving needs, 
especially across digital voting 
(31%), mental health services 
(29%) and digital driver’s 
licence (26%).  

There are differences in citizen 
sentiment across geographies and 
demographics: more Victorian 
respondents requested for all 
three services (digital voting, 
mental health services, and 
digital driver’s licence) than NSW 
respondents. Older Australians 
(boomers and builders, 26% 
and 36%, respectively) were also 
more likely to say that none of 
the listed services should be 
introduced or improved, 
compared to Gen Z (11%) 
and millennials (6%). 

Digital voting is not new to 
Australia. The NSW Electoral 
Commission has worked 
closely with its commercial 
partners to offer internet voting 
for people who might find it 
difficult to participate in the 
democratic process. However, 
the Electoral Commission 
decided that iVote would not 
be used in any intervening 
elections between 1 July 2022 
and 25 March 2023.12 The 
technology to expand digital 
voting in Australia exists but 
citizen engagement is key to 
build and maintain trust in 
the process13. 

 with digital voting, mental health services 
and digital driver’s licence among the top 3. 

Electoral Commissioner’s determination - iVote will not be used for 2023 
NSW State election, NSW Electoral Commission
Electronic voting at federal elections, Parliament of Australia 

12

13

more digital 
services

Following the launch of the digital 
driver’s licence (DDL) in NSW14, 
officials estimate that more than 
half of the state’s eight million 
people use the associated Service 
NSW App, which also offers access 
to many other government 
services. Victoria also announced a 
digital driver’s licence pilot for 
Ballarat that will lead to a state-
wide rollout by 2024, where every 
Victorian driver will have the 
option of carrying their licence on 
their phone.15 

A key area of opportunity is 
to establish standards 
around interoperability and 
data privacy to scale digital 
driver’s licences across states 
and territories.  

Family needs, housing, and 
education services (87%), 
employment services (88%) and 
legal services (88%) scored the 
lowest for use of online 
government services, signalling 
an urgent need to examine gaps 
in service delivery across these 
categories. 

Australian digital driving licenses can be defaced in minutes, The Register
Digital Driver Licences On The Way For Victorian Motorists, Premier of 
Victoria The Hon Daniel Andrews

14
15

https://elections.nsw.gov.au/about-us/media-centre/news-media-releases/electoral-commissioner-ivote-determination
https://elections.nsw.gov.au/about-us/media-centre/news-media-releases/electoral-commissioner-ivote-determination
https://www.aph.gov.au/About_Parliament/Parliamentary_Departments/Parliamentary_Library/pubs/BriefingBook45p/ElectronicVoting
https://www.theregister.com/2022/05/30/nsw_digital_drivers_licenses_hackable/
https://www.premier.vic.gov.au/digital-driver-licences-way-victorian-motorists
https://www.premier.vic.gov.au/digital-driver-licences-way-victorian-motorists
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Digital voting, mental health and digital driver’s license are the key 
services Australians want improved or introduced in 2023.

Births Centrelink
Digital driver‘s licence Digital voting
Marriages Mental health services
Veterans services and supports Provide feedback to the government

Child support Deaths
Health coaching/tips Local council payments
Professional registration
None of these

Traffic and roadworks
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Uptake in Digital Mental Health Services

Spotlight

Mental health is a growing area 
of concern, with the World 
Health Organisation (WHO)  
estimating that close to a billion 
people have mental health 
disorders16. An alarming 6 out of 
10 Australians experienced 
mental health issues in 2022 – 
which this research suggests is a 
12% rise year-on-year – from 
57% to 64%.   
 
Stress related issues (27%), 
depression (26%) and anxiety 
disorders (25%) were the issues 
most likely to impact Australians, 
with younger generations (Gen Z 
and millennials) significantly 
more likely to experience mental 
health issues compared to older 
Australians. Other groups 
disproportionally impacted by 
mental health issues include 
minorities (73% compared to 
58% non-minorities), caregivers 
(75% compared to 53% non-
caregivers) and those who are 
working (69% compared to 51% 
non-workers).   
 

For Australians who 
experienced a mental health 
issue, the first port of call is 
still most often their Local 
GP (36%). However, since 
the pandemic, there has been 
a substantial uptake in digital 
mental health services in 
Australia17.  This is backed up 
by our findings, which show 
that around 1 in 3 (29%) of 
those seeking support prefer 
online services, a preference 
that was particularly notable 
amongst rural and town-
based respondents. This 
suggests that those in more 
remote areas are likely to 
overlook potential usage 
concerns in favour of the 
benefits digital services can 
offer.  
 

Those most likely to use online 
counselling services were 
caregivers (31% compared to 
13% of non-caregivers), men 
(26% compared to 20% 
women), and notably, 
households with incomes 
above $100k (27% compared 
to 19% of households with 
income below $100k). Those 
with a university level 
education were also twice as 
likely to access online 
counselling compared to those 
without (28% vs 14%).  
 
Digital offerings can increase 
the availability of services and 
likelihood of uptake for people 
that can’t or won’t traditionally 
attend a mental health support 
service in person. However, 
when expanding or digitising 
these services, the focus must 
remain on human needs, 
interactions and connectedness 
with real people.
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Nearly one billion people have a mental disorder: WHO, UN News

A tale of two countries: Increased uptake of digital mental health services 
during the COVID-19 pandemic in Australia and New Zealand, 
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https://news.un.org/en/story/2022/06/1120682#:~:text=Nearly%20one%20billion%20people%20have%20a%20mental%20disorder%3A%20WHO,-17%20June%202022&text=To%20make%20matters%20worse%2C%20in,(WHO)%20said%20on%20Friday.
https://www.researchgate.net/publication/353488982_A_tale_of_two_countries_Increased_uptake_of_digital_mental_health_services_during_the_COVID-19_pandemic_in_Australia_and_New_Zealand
https://www.researchgate.net/publication/353488982_A_tale_of_two_countries_Increased_uptake_of_digital_mental_health_services_during_the_COVID-19_pandemic_in_Australia_and_New_Zealand
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Australians who seek professional support for mental health 
issues at least once generally have a positive perception of 

digital healthcare government services. 

44% 50%

39% 53%
33%
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Road Ahead

Australian citizens are certainly 
more comfortable using digital 
health services, however regional 
disconnects must be addressed 
for digital government to expand 
to include new services and 
demographics. State governments 
are headed in the right direction 
when it comes to integrating 
services within their states or 
territories. For example, Service 
NSW18 and Service Victoria19 
have successfully integrated 
government services on a single 
platform.  

Taking this a step further and 
integrating services across state 
and territorial borders could 
eliminate the inconvenience of 
moving between jurisdictions 
when it comes to digital voting, 
mental health services, and 
digital driver’s licences. This will 
also promote better engagement, 
enhance digital inclusion, and 
provide access to essential 
services across the country, 
irrespective of residency. It could 
also help address gaps in service 
delivery across family needs, 
housing, and education services, 
which scored poorly. 

Publicis Sapient 
Citizen Highlights 

1

2

3

There is a strong demand for expansion of digital services to 
include digital voting (31%), mental health services (29%) 
and digital driver’s licence (26%) 

The biggest areas for improvement are family needs, 
housing, and education services (87%), employment 
services (88%), and legal services (88%), which were 
given the lowest positive rating and were more likely to 
be rated very poor

Digital support services are increasingly important for 
the 64% of Australians who are experiencing mental 
health issues, with 1 in 3 of those affected preferring to 
find help via online channels

https://www.service.nsw.gov.au/

https://service.vic.gov.au/about-us/our-story

18

19

https://www.service.nsw.gov.au/
https://service.vic.gov.au/about-us/our-story
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Insight3
MostAustralians

A majority of Australians (81%) 
use a digital identity method 
and 85% can identify at least 
one benefit of using the 
myGovID digital identity. They 
have also embraced virtual 
payments with a majority (72%) 
using a digital wallet on their 
mobile phone. This shift is 
driven by digitalisation of 
financial services and consumer 
preferences for fast, convenient, 
and secure payment methods. 

Regulatory changes are also 
supporting a rapidly maturing 
digital economy as Australians 
preferred using the myGov 
digital identity over state-based 
authenticators. In fact, the 
number of myGov accounts has 
doubled in five years, with 1.4 
million Australians using the 
service every day.20 This research 
shows that myGovID digital 
identity (55%), Mastercard ID 
(28%) and Auspost ID (17%) 
were the three most cited digital 
identity methods. 

While most Australians use 
digital wallets, uptake varies 
by state and age group. 
Victorians are almost twice 
as likely to not use digital 
wallets compared to those 
in NSW. Millennials (60%) 
and Gen X (58%) were the 
most likely age groups to 
use myGovID compared to 
Gen Z (46%), boomers 
(46%) and builders (42%). 
Citizens from Victoria and 
Queensland were slightly 
more likely to use the 
myGovID digital identity 
method compared to those 
in NSW.  

but privacy risks hinder 
wider adoption.  

MyGov to transform as Australia grows, Department of the Prime. Minister and Cabinet, 
Australian Government

Data and the digital economy, Budget 2023-24

20

21

use digital IDs 
and wallets

There is also a link between 
higher levels of education and 
digital adoption, with those with 
university-level education and 
above more likely to use 
myGovID (61%) compared to 
those with education levels below 
university (44%). Households 
with incomes over $100,000 
(64%) were also more likely to 
use myGov compared to 
households with incomes less 
than $100,000 (47%). 

Caregivers are key users of digital 
IDs. Given that approximately 
half of all Australians are 
caregivers, 86% of them were 
found to assist a friend or family 
member with digital services. 
They are also twice as likely to 
have a digital ID, and almost 
twice as likely to use government 
services in relation to a life event.  

Despite an overall positive 
sentiment around the usage of 
digital IDs, there is still hesitancy 
as Australians are aware 
that online transactions carry 
an element of risk. Research 
shows that citizens are willing to 
provide personal information to 
access government services even 
though they may not be 100% 
certain of data privacy.  

The top three benefits citizens 
cite include applications, claims 
and notifications processed more 
quickly (45%), access to timely 
and relevant notifications about 
services (38%) and services 
personalised to your needs 
(38%). Minority groups 
consistently indicated that they 
thought personalisation and 
customisation would be a benefit, 
indicating some gaps in service 
delivery for marginalised sections 
of society.  

Citizens are likely more 
interested in positive action 
being taken to mitigate 
risks and ensure
transparency in the 
collection and use of data. 

The 2023-24 Federal Budget 
included $26.9 million in funding 
to expand Digital ID to improve 
efficiency and consumer 
protection, reduce fraud, and 
make it easier for people to access 
services online.21 Ongoing 
commitment to enhancing data 
security will play a key role in 
improving trust and confidence in 
digital government in the long-
term.   

https://ministers.pmc.gov.au/gallagher/2023/mygov-transform-australia-grows
https://budget.gov.au/content/03-economy.htm#m6
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Do you use a digital wallet on your phone?
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How would you rate the myGovID Digital Identity?

35%

37%

41%

36%

37%

34%

18%

18%

18%

23%

18%

20%

10%

11%

12%

13%

12%

15%

22%

4%

5%

6%

8%

10%

7%

17%

4%

6%

5%

9%

1%

1%

2%

1%

1%

2%

7%

13%

18%

15%

20%

11%

NSW

VIC

QLD

WA

SA

TAS/ACT/NT

Which of the following digital identity methods are you most likely to use?

Service Victoria Digital ID (if in VIC)

Other

None of these

Builder

Builder

Trust and privacy issues 
slowing adoption of digital IDs 

Spotlight

Despite the widespread use of 
digital IDs, Australians are less 
trusting of digital government 
services, particularly considering 
recent data breaches and security 
incidents. The top concerns 
include privacy breaches from 
storing data in a single source 
(30%), the perceived threat of 
not being able to access personal 
data (20%) and concerns around 
personal data being stored on 
government databases (19%). 

Furthermore, 61% of 
respondents said they had fallen 
victim to a type of cyber-attack 
or scam, or identity theft. 
Citizens from NSW, TAS, ACT 
and NT were generally more 
trusting of digital government 
services compared to those from 
VIC and QLD, who are less 
trusting following recent data 
breaches. Despite boomers and 
builders being the least likely to 
experience a breach or attack, 
they appear to be the most 
distrusting of digital government 
services.  

Privacy breaches (30%) were 
the top reason preventing 
those across regional Australia 
from using myGovID. 
Meanwhile, 19.3% of rural 
respondents were simply not 
interested in using a digital 
system, while town (22%) and 
mid-sized city (18%) 
respondents were most 
concerned about losing access 
and control of their data. 
Interestingly, 23% of large city 
residents raised none of the 
above concerns.   

Citizens in mid-sized cities 
were also significantly more 
likely to have signed up to 
myGovID compared to those 
from other regions, almost 
20% higher compared to rural 
respondents. Whereas both 
rural and town residents were 
more likely to be unsure if they 
had signed up at all compared 
to mid-sized or large cities. 
Across the regions, more than 
half of people reported having 
a digital wallet on their phone, 
with mid-sized city residents 
registering the most uptake 
and frequency of use. Those in 
rural areas were the most likely 
to say they did not use one. 

myGovID Digital Identity

Mastercard ID

Auspost ID

Service NSW digital ID (if in NSW)
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Benefits of providing personal information online to access government services
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Have recent data breaches and security incidents impacted your trust
in using online digital government services?
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Road Ahead
Citizens are increasingly aware 
of how powerful their identity-
related information can be. 
Despite a growing desire to 
protect and be in control of it, 
citizens are willing to engage in 
services that require sharing 
personal information. This 
indicates a non-zero-sum game 
between trust and convenience, 
where the ease of 
convenience can ultimately 
outweigh a reluctance to trust – 
making it convenient and 
trustworthy.  

There is opportunity for 
governments to build public 
trust and confidence in personal 
information handling practices 
and new uses of data. With 
myGov cited as the preferred 
method of digital identity as 
opposed to state-based services, 
there is opportunity for 
government to better promote 
usage at a federal level. 

Publicis Sapient 
Citizen Highlights 

1

2
3

81% of Australians use a digital identity method on a 
regular basis and report a highly positive general sentiment 

The three most cited digital identity methods used by 
citizens were the myGovID digital identity (55%), followed 
by Mastercard ID (28%) and Auspost ID (17%) 

The top privacy concerns cited were breaches from storing 
data in a single source (30%), perceived threat of not being 
able to access personal data (20%) and concerns around 
personal data being stored on government databases (19%) 
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Do you use a digital wallet on your phone?
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8%

8%

11%

18% 16%

10%

9%

10%

8% 7%

12% 11%

8% 9%

9% 7%

9% 10%

3% 3%

Others cannot help me access my information

Privacy breaches if all my personal data is kept in a single source

I’m worried I’ll be locked out of my data

I would use it, but don’t know how to set it up or how it works

I don’t want to use a digital system

I don’t trust the government with my data

Does not work as well for those with darker skin tones or women

Do not want my face stored on government databases

Concern it may not work if my appearance changes

Concern about my camera not working (e.g. lighting)

Other write in
None of these, there are no concerns



44

Insight4
MinorityGroups

Even as digital adoption rates 
steadily rise in Australia, 
disadvantaged demographic 
groups face limited access to 
technology infrastructure, 
leading to social isolation. 
Builders, for example, struggle 
with access to digital 
technologies, and were five times 
more likely to rate digital services 
as ‘very poor’. This is an increase 
from last year's survey, where 
poor service ratings increased by 
an average of 15%. The lowest 
rated service was legal 
at 26%.  

State governments are supporting 
disadvantaged communities to 
improve tech adoption in their 
everyday lives and reduce the 
digital divide. The Government 
of Queensland announced that it 
is investing $200 million over 
three years to grow the state’s 
digital economy and ensure that 
minorities, including Aboriginal 
and Torres Strait Islander people 
are included through digitally-
enhanced businesses and 
communities.22 Expanding these 
programmes’ reach to target all 
Australians will be critical to 
improve accessibility in future. 

This will particularly benefit 
indigenous communities, who 
were less likely to use health 
and financial services. In 2022, 
the proportion of aboriginal, 
Torres Strait Islander and 
indigenous respondents who 
used digital government 
services increased for each 
service category by an average 
of 4%. However, they were still 
less likely than other 
responders to avail of the two 
most used digital services in 
Australia – healthcare (-13%) 
and financial services/taxes 
(-12%).  

better access to digital 
government services.

 $200 million Digital Economy Strategy to fast-track Queensland’s growth, Queensland 
Government

22

and older Australians 
want 

Rural Australians also 
expressed a reluctance to use 
digital services. They were 
almost twice as likely than 
other respondents to never 
access digital government 
services. They were more likely 
to disagree that using online 
government services was easier 
and most likely to say they did 
not think of using an online 
government service when they 
experienced a life event (27%). 

When asked to name a benefit 
of using myGovID, 90% of 
respondents who belonged to a 
minority group could name 
one. In addition, only one in 
three respondents who were 
part of a minority group listed 
benefits which focused on 
security, fraud prevention and 
personalised experiences. 

Respondents who belonged to a 
minority group were twice as 
likely to be concerned that 
digital identities would not 
work as well for darker skin 
tones or for women, than 
non-minorities. Those 
belonging to a minority group 
were also more concerned 
about potential access issues 
following appearance changes. 

In an encouraging signal that 
government initiatives to 
improve digital inclusion 
among people with disabilities 
have met with some success, 
those with a physical or mental 
challenge are now more likely 
to use digital government 
services – employment (+21%), 
family (+10%), health (+16%), 
finance (+15%), transport 
(+19%) and MyGov (+19%). 

Many Australians still 
feel excluded from 
digitalisation efforts 
largely because of poor 
digital infrastructure, 
high cost, absence of 
technical skills, or 
unreliable network in 
certain geographic areas. 
State and federal 
governments must 
amplify efforts to include 
minority groups and 
communities with 
limited digital literacy 
and access to emerging 
technologies.  
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https://statements.qld.gov.au/statements/97634
https://statements.qld.gov.au/statements/97634
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Road Ahead
Digital literacy and access are 
critical for national development. 
Australia has implemented 
several effective strategies to 
address digital literacy, however 
wider public and private 
investments in digital 
infrastructure, cohesive policies, 
and robust governance 

https://discover.education.sa.gov.au/digital-strategy/index.html23

Minority Non-Minority

Online Government Services for Improvement or Introduction

frameworks will be necessary 
for all citizens to enjoy the 
benefits of digitalisation. For 
example, South Australia has 
launched Digital Strategy 2023 
to 2026, which outlines how 
digital technology can be used 
to help children and students 
thrive in a digital world.23 

Governments should involve 
citizens and disadvantaged 
communities in the development 
and design process – to 
understand their specific pain 
points – and deliver targeted and 
intuitive apps and programmes 
in the future. A cohesive effort 
across federal, state, and 
territorial governments to engage 
with disadvantaged sections of 
society and minority 
communities through ongoing 
digital skills development, 
education, and investments to 
expand network coverage, could 
go a long way in bridging the 
digital divide.

Publicis Sapient 
Citizen Highlights 

1

2
3

Older Australians can struggle with access to digital 
government services, with Builders 5 times more likely to 
rate their experience with these services as poor

Indigenous communities are among the least likely to use 
digital health and financial services 

Rural Australians are still reluctant to use digital 
government services, with respondents in rural areas or 
towns almost twice as likely than other respondents to never 
access digital government services 
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Digital voting

Mental health services

Digital driver’s licence

Centrelink

Provide feedback/complaints to government

Local council payment

Health coaching/tips

Child support

Births

Professional registration

Marriages

Deaths

Veterans services and supports

Other write in

None of these

https://discover.education.sa.gov.au/digital-strategy/index.html
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Insight5
Australians

The Australian Government is 
adopting critical technologies 
like AI, autonomous systems, 
robotics, quantum technologies 
and advanced manufacturing to 
strengthen economic prosperity. 
These technologies are expected 
to have applications across 
industries and create well-paid 
and secure jobs, revive 
manufacturing, reduce 
greenhouse gas emissions, build 
more resilient supply chains and 
improve health and wellbeing.24  

The research shows that 
Australians are enthusiastic and 
willing to embrace this 
technology shift. Over half of 
Australians (63%) have practical 
knowledge of emerging 
technologies, with 15% 
indicating they have deep 
knowledge and interact with AR, 
VR, XR, Web 3.0 and digital 
currencies.  

Artificial Intelligence, in 
particular, is reshaping several 
industries – from traffic 
management to privacy and 
security, and healthcare. NSW 
stands out for successfully 
adopting AI to improve 
productivity of government 
services and raise the quality of 
life of its citizens. It is the first 
state in Australia to publish its AI 
Strategy, which supports 
industry-government-academia 
collaborations in a bid to deliver 
outstanding services.25  

Most Australians (75%) with 
practical knowledge of emerging 
technologies expressed that they 
would be likely to engage with a 
digital government service using 
emerging technology platforms.

like AI, VR, XR and Web 3.0, and 
want to be digitally-equipped. 

are

Critical Technologies Statement, Department of Industry, Science and Resources, Australian 
Government
Emerging Digital Technologies Strategy, Investment NSW 

24

25

enthusiastic about 
emerging technologies

Amongst those Australians who 
have practical knowledge of 
emerging technologies, the 
majority (89%) express concerns 
about online safety. The most 
cited concerns include privacy 
(37%), identity theft (28%) and 
data manipulation (27%). 
Households with an income 
greater than $100,000 are more 
likely to have practical 
understanding compared to 
households with lesser incomes, 
possibly a result of greater access 
to digital tools. Predictably, 
younger Australians were more 
than twice as likely than older 
Australians to have practical 
knowledge of emerging 
technologies.  

The primary barriers to 
understanding emerging 
technologies amongst Australians 
with no practical knowledge are 
an uncertainty of their benefits 
(44%), a lack of interest (40%) an 
a lack of relevancy to people or 
their needs. Interestingly, these 
barriers rated higher than trust 
and security. 

Those more likely to lack 
knowledge of emerging 
technologies or have a limited 
ability to cite their benefits 
include females, 26% of whom 
lacked any knowledge of 
emerging technologies compared 
to males (16%). Australians who 
completed education below 
university level were also 
significantly less likely to have 
any emerging technology 
knowledge, compared to those 
who have university-level 
education and above. Households 
with incomes of less than 
$100,000 were also more than 
twice as likely to not have any 
understanding of emerging 
technologies compared to higher 
income households. 

This interconnected relationship 
perhaps indicates, that with the 
right support and 
encouragement, the great 

majority of citizens could be 
open to engaging with 
governments using emerging 
technologies.  

 

2x
likely

Australians who 
reported having used 
a digital government 
service were 

to have at least a 
practical under-
standing of emerging 
technology.

as

https://www.industry.gov.au/publications/critical-technologies-statement
https://www.industry.gov.au/publications/critical-technologies-statement
https://www.investment.nsw.gov.au/assets/Industry-sectors/Technology/INV00120-Emerging-Digital-Technologies-Strategy-V9-accessible.pdf
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Australians believe technological skills are 
critical for employment 

Spotlight

Digital literacy is a critical skill 
when it comes to employability. 
Within the workforce, it is 
viewed as essential for enhanced 
productivity, upskilling, and 
career growth. The 2023-24 
Federal Budget included funding 
for the Australian Government to 
expand access to foundation 
skills training and supporting 
community-based training, 
including developing digital skills 
required to participate 
successfully in work, education 
and the community.26 

This mirrors citizen sentiment in 
this research, which shows that 8 
out of 10 Australians believe that 
additional training and skills are 
necessary to keep their current 
job or find new employment. The 
top preferences for training and 
skills are computer and 
technology skills (39%), higher 
education (34%) and language 
skills (27%). 

Digital natives were more open to 
upskilling and training, including 
Gen Z (89%) and millennials 
(88%), compared to boomers 
(62%). Furthermore, 20% of 
Australians expressed a 
preference for digital government 
employment services for 
additional training to create 
future pathways for 
employability. 

Non-minority groups (19%) 
were almost twice as likely to 
believe they did not need 
additional training or skills 
compared to minorities (10%). 
Meanwhile, non-caregivers 
(29%) were significantly more 
likely than caregivers (6%) to 
believe that additional training 
and skills would not be 
beneficial to keeping their 
current job. 

Interestingly, technological 
advancements were not viewed 
as the highest threat to job 
security. Research shows that 7 
out of 10 Australians believe 
that their current occupational 
role is not very secure. The 
largest perceived threat to job 
security is economic pressures 
(24%), followed by new and 
emerging technologies or the 
introduction of new tools or 
systems (18%) and 
environmental challenges, such 
as climate change or natural 
disasters (17%). Notably, the 
perceived risk of 
environmental challenges or 
energy transition to net zero 
did not vary significantly 
across regions.  

Non-caregivers (44%) were 
also significantly more likely to 
believe that their role was very 
secure compared to caregivers 
(17%). Other groups more 
likely to view their role as 
secure include females (33%) 
vs males (25%), non-minorities 
(32%) versus minorities (23%) 
and individuals without mental 
health issues (54%) versus 
those who have experienced at 
least one mental health issue 
(17%). 

There is also a disparity 
between individuals without 
university level education 
(35%) versus university level 
and above (27%), individuals 
who do not use digital 
government services (46%) 
versus those who do (28%) and 
individuals who are large-city 
residents (33%) versus non-
large city residents (28%). 

Somewhat 
likely 48%

28%

18%

7%

Very likely

Not very likely

Not at all likely

Rate your understanding of emerging technologies such as 
mixed reality (XR/VR/AR), Web 3.0 and digital currencies

How likely would you be to engage with a government service using emerging 
technology platforms such as metaverse or mixed reality? 

15%

 

24% 23%

16%

21%

Deep knowledge Some knowledge Practical 
understanding

No 
understanding, 

limited awareness

No 
understanding or 

awareness



5%

14%

25% 23%

10% 10%

25% 26%

13%

23%

11%

23%

11%

16%

13%

17%

20%

15%

15%

21%

13%

18%

22%

16%

11%

18%

24%

16%

22%

18%

22%

15% 12% 8%
15%

8%

NSW VIC QLD WA SA TAS/ACT/NT

 Digital Citizen Report 2023 | www.publicissapient.com | 5352

https://budget.gov.au/content/03-economy.htm#m626

Preferences for further training and skills by state

Risk to current occupational role by state

NSW

VIC

QLD

WA

SA

TAS/ACT/NT 14%

13%

11%

11%

9%

13%

12%

14%

14%

11%

12%

11%

7%

8%

7%

7%

8%

8%

13%

11%

12%

12%

12%

14%

6%

6%

6%

9%

7%

10%

16%

16%

16%

17%

17%

17%

13%

9%

12%

11%

11%

9%

18%

21%

23%

21%

24%

16%

New and emerging technologies/introducing new systems
Other employees that may have more skills and training
None of these, my role is very secure/safe

Environmental challenges 
(climate change, natural 
disasters)

My industry is in declineEnergy transition to net zero
My employer or business shutting down or downsizingEconomic pressures

Road Ahead

Digital inclusion is a vital part 
of contemporary society. This 
includes having access to 
essential services such as health, 
banking, education, finding 
employment, as well as being 
socially connected. Currently, 
digital inclusion remains 
inconsistent across government, 
business, and community 
groups, with each establishing 
its own goals and programmes27.  

Combining digital literacy 
initiatives with omnichannel 
experiences will allow citizens to 
engage with government services 
based on their preferences and 
understanding. This effective and 
personalised service delivery is 
also likely to elevate citizen trust 
and satisfaction in the public-
sector.  

https://www.digitalinclusion.org.au/wp-content/uploads/2020/10/ADIA-A-National-
Digital-Inclusion-Roadmap.pdf

27

https://budget.gov.au/content/03-economy.htm#m6
https://www.digitalinclusion.org.au/wp-content/uploads/2020/10/ADIA-A-National-Digital-Inclusion-Road
https://www.digitalinclusion.org.au/wp-content/uploads/2020/10/ADIA-A-National-Digital-Inclusion-Road
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Publicis Sapient 
Citizen Highlights 

1

2
3

Over half of Australians (63%) have practical knowledge of 
emerging technologies and 75% are likely to engage with 
these for digital government services 

The key barriers to adopting emerging technologies are 
uncertainty of their benefits (44%), lack of interest (40%) 
and perceived lack of relevancy

A majority of Australians believe that additional training 
and skills are essential to retain their job, with computer 
and technology skills (39%), higher education (34%) and 
language skills (27%) making up the top 3 

I do not know what these are at all (emerging technologies)

What are the barriers to you understanding more about these technologies?

Male Female Carer Non Carer UNIV+ <UNIV $100K+ <$100K

16%

26%

7%

34%

13%

35%

12%

29%

44%

Not interested

Not relevant to me or my needs

Security

Trust

Time

Limited credible information sources

Ethical considerations

Other

40%

33%
20%

19%

16%

15%

6%

3%

Unsure of the benefit to me
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Conclusion
Australia’s digital government 
ambitions are on the right track, 
but to measure the scope and 
quality of service delivery, state 
and federal governments must 
collaborate and explore human-
centric designs for further 
improvements to public service 
delivery.  

Removing barriers is critical to 
building an interconnected 
ecosystem that engages with 
citizens from anywhere and at 
any time. Publicis Sapient 
outlines the following 
recommendations to overcome 
complexities and build a more 
resilient digital ecosystem: 

A centralised platform that allows 
citizens to navigate and receive 
information and services in a common 
place is key to supporting the 
expansion of digital services. Instead of 
overwhelming citizens with numerous 
apps and websites for different services 
and risk people losing track of them, it 
is more effective to use the same 
solution for repeated services.  

As the public sector becomes more 
automated, malicious actors will 
continue to exploit vulnerabilities. This 
is a significant barrier to tech adoption, 
and one that is impeding full-scale 
digital transformation of government 
services. Sharing best practices, 
including threat intelligence and 
solutions across federal, state, and 
territorial governments can protect 
citizens from harm and strengthen 
resilience of critical digital 
infrastructure.  

It is nearly impossible to define and build 
intuitive user experiences without user 
engagement. Unfortunately, despite their 
very best intentions, governments tend to 
operate in silos and design service 
platforms and apps that suit their own 
requirements rather than the needs of 
citizens. This is likely to diminish public 
trust and satisfaction. However, 
improved citizen participation during 
design, implementation, and delivery
can lead to wider acceptance of services.

Digital inclusion is no longer a ‘nice-to-
have’. It has rapidly become a tool for 
social and economic self-
empowerment. Bridging the digital 
divide is therefore as much about 
ensuring internet connectivity as it is 
about addressing barriers to the use of 
digital services. Digital literacy and 
skills development must be viewed as a 
multi-stakeholder initiative that brings 
all citizens and communities together 
to serve everyone’s interest.  

Governments could make processes 
more familiar for their users through a 
consistent interface and experience. 
This is likely to improve convenience, 
especially among older populations, 
and drive trust in the government’s 
ability to deliver quality services. 

Establish a centralised platform 

Build resilience of critical 
digital infrastructure  

The citizen at the heart of all 
digital experiences 

Inclusion and digital literacy 
are non-negotiable 

Develop a consistent 
interface 
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Our team supports the missions of a broad set 
of public sector clients globally. Using our 30 
years of digital and customer expertise, we 
serve as transformational catalysts for these 
agencies, focusing on four areas: generating 
insights using data science, executing digital 
transformation initiatives, leading IT 
modernisation and actively engaging the 
public in digital communications.

A more comprehensive HOW  
We bring our capabilities together in such 
a way that the whole is greater than the 
sum of its parts.

Through a connected platform 
we have a unique set of 
integrated capabilities across the 
entire customer experience by 
connecting data, creativity and 
technology. 

Led by our parent company, 
Publicis Groupe, we have 
organised our global 
organisation into hubs for easier 
connectivity and integration.  

 

Strategy, developing and testing your 
hypothesis on priority value pools

Publicis Media harnesses the 
power of the modern media 
landscape to drive business 
transformation.

Evolving at pace and scale

Enabling ongoing value for 
your customers

Delivering on your promise, 
at pace, and at scale

Validating your hypotheses 
and uncovering insights for 
constant iteration

Passionate People

Offices globally connected

Years of Digital Pioneering  
and Customer Innovation

Reimagine the way you 
deliver public services

We are part of Publicis Groupe - 
a connected set of capabilities Our Scale

Our Capabilities

Strategy

Product

Experience

Engineering

Data and AI

S
P
E
E
D

20,000+

60

30+
Publicis Communications is the 
creative hub of Publicis Groupe.

Publicis Sapient is a digital 
transformation partner helping 
global organisations create and 
sustain a competitive advantage 
in a world that is increasingly digital.

At the core of Publicis Groupe, 
Epsilon brings industry-leading 
identity management, data science 
and technology expertise to deliver 
personalised, omnichannel  
marketing at scale.

Driven through the alchemy of 
creativity and technology, Publicis 
Health is defining what’s next for 
health and wellness.

We continue to believe in “Vive 
la Difference” and the strength 
of best-in-class specialists. 

Through the power of our five 
solutions hubs, our “No Silos, 
No Solos” model allows us to 
surround you with the best 
combination of skills and 
brightest ideas to help you 
accelerate your DBT journey. 

YOU




